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This paper will discuss the survey that was carried 
out in Malaysia’s biggest payphone company. 
Payphone service is considered a sunset business. 
However, it is part of the social responsible 
corporate entity that supports the public payphones 
project embarked by the government under the 
Universal Service Provision (USP) fund at various 
rural and remote locations throughout Malaysia. 
The main objective of this research is to assess 
employees’ perception towards KM initiatives in 
the payphone organization. Data were collected 
through questionnaires survey with technical 
support staff, engineers and managers. Descriptive 
analyses were conducted which include 
respondent’s profiles, types of challenges faced by 
the organisation and employees’ perception of KM 
practices. One of the findings indicated that people-
to-people relationship is important in implementing 
effective KM in the organization. 
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The payphone services have a widest coverage for 
the public usages although it is also considered as a 
sunset business. Furthermore, it is part of the social 
responsible corporate entity that supports the public 
payphones project embarked by the government 
under the Universal Service Provision (USP) fund 
at various rural and remote locations throughout 
Malaysia. The organization must continuously 
innovate new services in order to provide value 
added services for Malaysian consumers. A skilled 
workforce that supports the nationwide support 
centre requires first hand information and 
knowledge in providing extensive high quality 
payphones services. The practices of  knowledge 
management were implemented to leverage people, 
process and technology on the right track in the 
industry.  
According to Nonaka (1991), “in an economy 
where the only certainty is uncertainty, the one sure 
source of lasting competitive advantage is 
knowledge…” (p.21). Therefore it is necessary for 
any organisations to identify knowledge of their 
businesses or enterprises as their competitive 
advantage to sustain in the market.   
Many organisations realized that they need a new 
approach to managing corporate knowledge to 
succeed not only today but for tomorrow’s 
economies (Davenport & Prusak, 2000; Davenport 
et al., 1998).   Tiwana (2002) stressed on the ability 
of the organisation to identify the best practices and 
dispersed through corporate network of operations 
or locations as a key driver of added value. Equally 
important, Jamaliah (2003) pointed out that 
organization that has knowledge management 
system would spell profit and growth for the 
company. From these discussions, no doubt that 
knowledge management is very important to the 
survival of the organisation in the new economy.  In 
addition, knowledge is contributing to the country’s 
gross domestic product where trade of goods and 
services directly contribute to the economic growth.     
From a study conducted by Kalsom and Syed Noh 
(2006), they suggested that the research in 
knowledge management should also include data 
from other important group of people in Malaysia 
as an additional dimension and perspective in 
dealing with issues of knowledge management.  
Additionally, as concluded by Ruggles (1998) and 
Taylor and Wright (2004), people related issues 
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such as poor understanding of knowledge 
management initiatives, lack of support from the 
top management and the corporate culture would 
contribute as barriers in implementing knowledge 
management in the organization.   
 
This research is an exploratory study to assess 
employee’s perception towards knowledge 
management practices in the payphones industry in 
Malaysia. The study was conducted in Malaysia’s 
biggest payphones company having attained of 
56.7% of the market share. 
Specifically, the study aimed to: 
1. Determine the perception of the employees 
pertaining to the knowledge management 
practices and organization culture. 
2. Identify challenges faced by managers in 
knowledge management. 
 
2.0 LITERATURE REVIEW 
Knowledge management normally encompasses 
identifying and mapping intellectual assets within 
the organization, contribute to new knowledge as a 
competitive advantage and provide corporate 
information accessible (Juhana et al, 2006). 
Manville and Foote (1996) identify knowledge 
management as a process that focus on collecting 
and controlling employee resources and abilities, 
just as company monitors its inventories, raw 
material and other physical resources. In addition, 
knowledge management is meant for any structured 
activity that improves an organisation’s capacity to 
acquire, share and utilize knowledge to enhance its 
survival and success (Natrajan & Shekar, 2000).  
 
In the context of Malaysia, Professor Peter Woods 
(2005) highlighted that, in 1991 the then Prime 
Minister, Tun Mahathir Mohamad raised the 
importance of knowledge management to Malaysia 
which led to transform the economy towards a 
knowledge-based economy. This was to ensure that 
Malaysia is a developed nation by year 2020. To 
support the vision, a Knowledge Based-Economy 
Master plan which was developed by the Institute 
of Strategic and International Studies (ISIS) 
Malaysia, laid down seven critical areas with 136 
recommendations that need to be addressed in the 
journey towards knowledge-based economy (ISIS, 
2002). The significance of Tun Mahathir’s ideas 
was the establishment of the Multimedia Super 
Corridor (MSC) to provide Malaysia with the 
infrastructure and facilities in fostering high 
technology and innovations that benefit both local 
and international companies. The MSC seven 
flagship applications were introduced to promote an 
information technology-savvy society. As to date, 
there are 2192 companies under the status of MSC 
Status Company (MSC Malaysia, 2009). 
Woods (2005) added the development and the 
acceptance of knowledge management in Malaysia 
are limited to multinational companies (MNC) and 
government departments and institutions. Small 
medium enterprises (SMEs) are found to be less 
interested in adapting knowledge management in 
their organisations. Knowledge management 
practices in Malaysia are still at the exploratory 
stage where the actual implementation is low.  This 
includes the MSC status companies which are 
considered as highly knowledge-structured 
companies (Norzanah et. al, 2006). For example, 
Malaysia oil and gas company has started to 
strategically implement knowledge management for 
the whole organisation for the past two years. Prior 
to the entire organisation implementation, efforts 
were focused on managing content at the 
departmental levels   (Chowdhury, 2009).  
Realizing the importance of knowledge 
management to the economic growth, this study 
attempts to understand people’s perception towards 
knowledge management and the organisation 
culture particularly in the payphone services. 
 
 
3.0  METHODOLOGY 
To meet the research objectives as mentioned 
above, self-administered questionnaire survey was 
conducted with the purpose of gathering data on the 
level of awareness and perception of 
implementation of knowledge management from 
the payphones industry perspective.   
This study is based on a preliminary survey on 
selected staff in the specified organisation. The 
study partly adopts the survey design developed by 
KnowledgeBoard. In this survey, the measurement 
used to indicate respondents perception on 
knowledge management ranged from 1-7 where 
1=least significant to 7=extremely significant. 
Questionnaires were distributed to the support staff, 
engineers and managers utilizing judgment 
sampling.  Selections of respondents were based on 
their nature of work whereby they use tools such as 
executive information systems (EIS), intranet, 
email, internet and helpdesk support systems in 
their daily wok. Therefore, respondents are 
relatively familiar with knowledge management. 
Questionnaires were distributed to the respondents 
during the knowledge management k-sharing talk 
and also to the selected staff in various departments 
in the organisation. The data were analyzed using 






4.1 Demographic Analysis of the Respondents 
A total of 200 self-administered questionnaires 
were distributed to respondents.  Of this, 165 
responded to the survey, representing a 82.5% 
response rate.  However, only 159 completed 
questionnaires were deemed usable for the study.  
From the 159 questionnaires collected, 46.5% of 
the respondents were male and 53.5% were female.  
Most respondents have served the company for 
more than 5 years and the highest percentage of 
respondents came from the executive level.  The 
results of the respondents profile are shown in 
Table 1. 










Years of    < 1 
Service      1 – 2 
                   3 – 4 









Position  Support Staff 
Held         Executive 








Apart from the respondent’s profile, this study also 
investigates employees’ perception of knowledge 
management practices. In addition, perceived 
culture and challenges faced by the managers in 
knowledge management practices in the 
organization were also analyzed.  
4.2 Employees’ Perception of Knowledge 
Management Practices 
 
Table 2: Knowledge is an asset 
 
 
Knowledge is an 










From Table 2 above, almost 50% of the 
respondents agreed that the company recognizes 
knowledge as an important asset.   
 
Table 3: Problems faced by the organisation 
 
Type of Problems Yes (%) No (%) 
Lack of information 20.8 79.2 
Information overload 1.9 98.1 
Reinventing the wheel 7.5 92.5 
Loss of crucial knowledge due to 











Most of the respondents recognized that poor 
sharing of knowledge as the major problem faced 
by the organisation and followed by loss of crucial 
knowledge due to employees leaving the 
organization (46.5%).  
 
Table 4: Knowledge creation in the organisation 
 
Knowledge creation  (%) 
The job of R&D department only 15.7 
Everybody’s job and everybody contributes to 
it 
33.3 
Top management takes active interest and 
supports it continuously 
 
24.5 





From Table 4, 33.3% of the respondents 
acknowledge that new knowledge creation is the 




4.3 Perceived Culture of the Organisation 
Table 5: Culture Perception & Barrier 
 




• The basic values & purpose emphasis on 
knowledge sharing 
 
• The organisation has an open, encouraging & 
supportive culture. 
 
• KM is each and everybody’s job and so 
everybody has the best knowledge. 
 
• KM is the task of a specific department and 













• Functional silos 
 
• Lack of participation 
 
• Not willing to share knowledge 
 
• Lack of trust 
 
• Knowledge sharing is not part of the daily work 
 
• Lack of training 
 


















Table 5 reveals that there are two different opinions 
with regard to knowledge management.  39.6% of 
the respondents view it as everybody’s job while 
37.7% of the respondents perceived it as the job of 
a specific department. 27.7% of the respondents 
perceived lack of participation as the biggest 
cultural barrier.  Similarly, this is followed by the 
assumption that knowledge sharing is not part of 




4.4 Challenges Faced by Managers in KM 
Implementation 
Table 6: Managerial Challenges 
 
KM Hurdles % 
Changing people’s behavior from knowledge 
keeping to knowledge sharing. 57.2 
Lack of understanding of KM and its benefits. 16.4 
Determining what kind of knowledge to be 
managed and making it available.  12.6 
Justifying the use of scarce resources for KM. 0.6 
Lack of top management’s commitment to KM. 3.8 
Overcoming the technological limitations. 4.4 
Attracting and retaining talented people. 5.0 
 
Finally, in Table 6, item changing people’s 
behaviour from knowledge keeping to knowledge 
sharing is perceived as the biggest hurdle by 57.2% 
of the respondents.  Respondents agreed that lack of 
understanding of KM and its benefits as well as 
determining the types of knowledge to be managed 
and making it available are among other factors 
posed as challenges in implementing KM (16.4% 
and 12.6% respectively) 
 
 
5.0 DISCUSSION AND CONCLUSION 
 
This paper investigates the employees’ perception 
of knowledge management practices, perceived 
culture and challenges faced by the managers in 
knowledge management practices in the 
organisation. The ability to manage knowledge is 
important and has become a source of power for 
organisation (Buhler, 2001).  The findings of this 
study shed light on the following issues. Firstly, the 
results indicate employees’ perception on the 
knowledge management practices as everybody’s 
job and responsibility in the organisation. The 
major problem is poor sharing of knowledge among 
the employees although they have been working 
together for more than 5 years.  Secondly, 
employees’ perceptions of the organisations culture 
which provide evident that most respondents 
assume that lack of participation from the 
employees will become the barricade to cultural 
change.  Lastly, the survey revealed that the biggest 
challenge for the managers in the organisation is to 
change people’s behaviour from knowledge 
keeping to knowledge sharing. This could be due to 
the fact that the organisation is still in their infancy 
stage when it comes to knowledge management 
practices. More improvement needs to be taken into 
consideration in order to increase people-to-people 
networking and also to connect people with more 
corporate information. In adapting new culture, it is 
crucial for the organisation to build its strategy with 
regards to knowledge management theme.  In this 
regard, the management needs to provide a platform 
which will allow physical contacts between 
employees to exchange opinion and ideas, which is 
known as ‘ba’ by the Japanese. According to 
Nonaka and Toyama (2004), leaders can build ‘ba’ 
by providing physical space such as meeting rooms, 
cyberspace or mental space. The ‘ba’ could be 
created across organisation to encourage 
participation from all levels.  Revising the KM 
Roadmap is also very important to enhance practice 
in reality. For instance, adopting the Practice of 
Knowledge Management (POKM) model by JT 
Frank would lead the organisation towards the 
Global Emerging Knowledge Organisation 
(GEKO). The structured roadmap would help 
organisation to sustain and innovate the practice of 
knowledge management.  
The results of this research represent an exploratory 
study of employee’s perception on knowledge 
management of a payphone company with a small 
sample size. Future research should involve larger 
sample size and extend to other payphone or 
telecommunication companies.  The 
implementation of knowledge management may 
differ from one sector to another.  Hence, future 
studies should be conducted to investigate the 
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